Maine State Library

Maine State Documents
MDOL Bend the Curve Archive

7-1-2007

Bend the Curve CIP-News - July, 2007
Bend the Curve Continuous Improvement Practitioners

Follow this and additional works at: http://digitalmaine.com/mdol_btc_news
Recommended Citation
Bend the Curve Continuous Improvement Practitioners, "Bend the Curve CIP-News - July, 2007" (2007). MDOL Bend the Curve
Archive. Paper 69.
http://digitalmaine.com/mdol_btc_news/69

This Text is brought to you for free and open access by the Labor at Maine State Documents. It has been accepted for inclusion in MDOL Bend the
Curve Archive by an authorized administrator of Maine State Documents. For more information, please contact statedocs@maine.gov.

Labor

DHHS CI-P News

Bend the Curve

I can’t let go ‘cause I …
Augusta. 2:30 am. Do
you remember the story about a cat that fell
in love with a skunk?
Well, right now, this
romance is going on
outside my kitchen window. A cat is
making overtures to the skunk in residence under my deck, and while I am
really annoyed with the cat, for some
strange unexplained reason, I am
feeling pretty good about the skunk.
You see, because she lives under my
deck, we have a relationship; the cat I
know from nothing.
Skunks get a bad rap because well,
you know, they stink. That’s their
down side, it’s true, and the downwind
side is the place you never want to be
with her. Other than that one ‘minor’
flaw, I must admit she is quite loveable. Her beautiful coat is always
fluffy, stylish in black with white racing stripes. And that walk, well it
gets me every time I see her. So how
can I blame the cat, she must be as
irresistible to the cat as she is to me.
Beauty is often confounding. Why
else is he singing so loud at 2:30 in
the morning?
Although, admittedly, it does
seem a little strange, who can know
the things we fall in love with? Certainly, not this confused cat! We all
have been there, probably more often
then we want to admit. One day life

is good and then, boom, it happens.
Strangely beautiful and strangely odd
at the same time and there you are,
stuck, in love, with a skunk. Life changes, instantly.
This is kind of what happened to me
with Lean and just possibly to you, too.
Did you ever think about what got you
into this business in the first place?
When you get a whiff of what Lean is
all about, it becomes in its own way irresistible and beautiful, figuratively
speaking, of course. It is familiar and
unfamiliar at the same time, and like
the cat, you need a new perspective to
truly appreciate it.
One of the great challenges we face
as CI-Ps is to convince people of the
beauty, the elegance we see in Lean.
Meeting customer demand, every time,
on time, with no mistakes, and at cost
— that would make a Governor smile.
What‘s not to like about it?
I wonder how the cat explains to its
Mom this Love affair with the skunk.
People! It is 2:30 in the morning, and
this singing is way too much to explain
except by Love. So I am thinking right
now, if you are a CI-P, you must be a
Lover. Because like what the cat is
about to experience, the challenges
Lean poses in your life mean you will
never be the same either.
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Notes on the June 20th Clinical Supervision
CHECK IN
The meeting began at 8:15 A.M. with Tim facilitating the group.

LEAN LEARNINGS: We Don’t Make Widgets by Ken Miller

Matt led a discussion of Ken Miller’s book, We Don’t Make Widgets (2006), a continuation of the May 18th
discussion, now focused on Chapters 4-6. Matt highlighted a quote about there being too much focus on the
negative, and a discussion followed on measuring success and the problems associated with surveys. One
conclusion drawn was the need to know what outcomes you want to measure in order to have a good customer survey.
In a brief reference to Ken Miller’s other book, The Change Agent’s Guide to Radical Improvement (2002),
Arthur pointed out that individuals are usually uncomfortable with change.
A broad discussion followed regarding Chapter 6 of Widgets, where specific examples were given of how
to “ruin your change initiative.” Focusing internally on employee satisfaction, for example, was one suggested route to failure. Another failure mode, according to Miller, is to name your initiative. (!!!)

VSM DESIGN STANDARDS
Lita led a VSM Design discussion, building on the 3-day VSM design discussed in 5/18 Clinical, regarding
VSM (re-) design, design notes, and boundaries/standards. The question was raised, “Should CIPs go outside the boundaries?” Often the client believes they are different and can make a change. The group believed all VSMs to date had some degree of extending beyond the boundaries of the design standards. Matthew and Merle volunteered to work w/ Lita, Arthur, and Walter on re-designs and alternate designs.
A practice discussion ensued about intervention team members not agreeing totally with the process (why
are we doing this?). A straw survey of the CIPs showed all agreed there were some nay-sayers at some time
during every VSM - typically during the first day. When the intervention was over, the team usually appreciated the work and acknowledged that these first impressions may have been incorrect.
The importance of insuring that the “how” and “why” is fully and clearly explained was stressed. By doing
so, the outliers in the group will be pulled back in. It was agreed that the Development of Practitioners (DOP)
design notes should include a section on dealing with disgruntled members. Two other points suggested
were to reconsider a better explanation in the DOP VSM portion and to reconsider the Current State metrics.
Lita also suggested the accompanying re-design/re-alignment of the Participant Workbook, drafting of
specific content, and high (meaning strong) agreement of “what and “how.”
FEEDBACK MODEL
Arthur led a discussion on Using the Feedback Model, noting that we should observe carefully & respond
in the environment, recognizing our own biases (if we don’t, we’ll get results we don’t expect). We need to
authenticate what has been said/done. The challenge is that we need to learn/discover when to use this &
why. Question of appropriateness was raised — should we use this only in a learning/teaching environment?
OPEN FORUM
1) Metrics Ease: Rae raised a question as to whether DHHS and DOL were experiencing different reactions
with their VSM teams when dealing with the metrics. It became apparent that both departments have
similar experiences with teams not satisfied when dealing with numbers. A conclusion was that a Lean
Learning on measurements for batch processes that occurs within a VSM. Another suggestion was to revisit data from earlier VSMs.
— cont’d on next page.

Next Month’s Clinical Supervision: August 17th
Please make every effort to attend. These are critical
sessions for your professional development, certification, and the success of your CI-P work.
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— contributed by Clough Toppan
— Clinical Notes cont’d from page 2

2) Complex Value Streams: Terry and Ann discussed a VSM that had a very complicated multitiered process that presented challenges/issues re:
practice and tools. After the identification of wastes
(5 Ss), they said, their team was energized.
3) Evaluation Form: The form, Lita brought up,
does not seem to be producing useful improvement
feedback from intervention team members. After
discussion, it was agreed that the form should be
improved. Lita, Rae, Sheryl, and Arthur will work
on the form and bring back suggestions to the CIPs
for review. The group agreed there is more to be
learned through this evaluation/feedback.
4) Parking Lot: The following were briefly discussed
and/or suggested for a Clinical Lean Learning, further discussion, or other agenda item/work:
 Batch vs. single caseloads and the need for

training, perhaps by Jon (MEP).
 Consideration of data sheet modifications.
 The addition of charter “goals/outcomes” questions on the Charter, as well as assuring boundary
accuracy.
 Question: When do we stop an intervention and
redesign? (To be combined with the charter CIP?)
 How to assign a CIP with the appropriate skill
level/talent to an intervention? Follow the standards with a CIP who has an acceptable level of
training.
 The importance of not having table(s) between
the team and the facilitator, between the team and
the “wall”, i.e. a circle of chairs vs. team members
sitting at tables (decided to postpone).
 Explore and develop VSM design(s) for a complex service environment.
 Data calculator does not meet data or flow
needs in complex value streams - redesign, use
Visio, or eVSM?
Tim called time, conducted check-out, and reminded the group the next Clinical will be July 20,
2007. Peter agreed to facilitate the next Clinical.

Clough Toppan Retires
from State Government !
Vows to Continue Lean Work !
It was announced at June Clinical that CI-P
Clough Toppan is retiring July 13th after 35
years in State government — but that we hope
to keep him involved somehow in Bend the Curve
work. Clough, Director of the MeCDC Division
of Environmental Health, came into BTC as part
of the DOP 1-3 group and has been an enthusiastic and active member of the team since. Walter presented Clough with the gold Lean clock.
(Do not let the joyous smile deceive you — we
know he’s secretly missing us already.)

A problem well stated is a problem half solved.
Charles Franklin Kettering (1876-1958)
Volume 2, Issue 7
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Lean TIPs
Too much structure = Rigidity & Inefficiency.
Too little structure = Chaos.
The Edge of Chaos (stability:flexibility) = Change / Innovation / Creativity.
Agile = Responsive/flexible within a context/framework ; able to handle ambiguity.
Checking In:
As some of you know, part of my job at the Department of Transportation is to design and lead organization development
efforts. These efforts attempt to create collaboration where it is needed, better communication, and improve “hand offs” and problem resolution. In all cases, an improved system is the desired outcome. Part of that system improvement role for me is accomplished through educating, even cheerleading. I’ve been able to
converse with certain key departmental decision-makers re: the virtues of Lean, both as a philosophy/addition to the culture and as a set of useful mechanisms to help understand inefficiencies.
To their credit, some people did examine some of the material that I presented, even reading some of the Lean literature. Our largest bureau, for example, just completed a round of
Lean introductory training. They will now pick specific visible processes and apply Lean to
them. Lean gained credibility here when our Fleet Services received training and implemented
several improvements, resulting in greatly increased efficiencies.* I’ve been involved in three
Lean improvement processes — though admittedly “variations on a theme” where circumstances did not permit a purist approach.
In all the instances I’ve referenced above, improvements were realized. People are now
becoming familiar with the power of the concept, making them much more receptive to training and future interventions.
——

Sam McKeeman

* Refer to 5/07 CI-P News, Fleet Efficiencies, Mike Burns.

Maine Chapter, Project Management Institute (PMI) Website:
http://www.pmimaine.org/Public01/showMeetings.php?area=2&show=Show+All&x=10&y=11
A brief note to remind you about the Project Management Institute’s (PMI) Maine Chapter
and Branches. The international PMI is recognized as the world’s leading organization supporting PM professionals through education, research, technical tools & programs, including its PM
Professional certification process/program. The Maine Chapter was established in ‘86 & meets
monthly in Portland. The Augusta and Bangor branches were formed and began monthly
meetings in 2006 (non-members welcome). All are involved in project management training.
Participate as much as you can. Remember the critical importance of project management
knowledge and skills in implementing Lean improvements—in managing as a Lean manager.

To question someone else’s reasoning is not a sign of mistrust
but a valuable opportunity for learning.
— Chris Argyris, “Teaching Smart People How to Learn,” Harvard Business Review (May-June 1991): 108.
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I can’t let go ‘cause I …
“Mom she is beautiful!” “But it’s a skunk!”
“But she’s beautiful!” “Why can’t you just find
a good cat?”
“Because she’s beautiful!”
“Where’s the beauty, it stinks!” “But Mom, it’s
a Polecat!” “It’s a skunk!” “But Mom, I can’t let
go ‘cause…”and so it goes on into the night.
And for us it goes like, “Arthur, we don’t
have customers!” “Well who uses your service?” “Our clients!” “Aren’t they your customers?” “No, they don’t buy anything!”
Lean is not just a matter of perspective but
one of experience — once you ‘get it’, as we like
to say now, you can never go back to business
as usual. You know the other cats are never
the same. But it is the “getting it” that is the
challenge for us.
Once, when I was explaining Lean to someone of importance, they concluded, “Well, it’s

BTC-Lean Events
Date
July 20
Aug 6
Aug 17
Sept
17-21
Oct 19
Nov 16
Dec 21
April
2008

Time
8-4:30
2-4
8-4:30
8-4:30

Topic

Location Contact

Clinical Sup
DHHS CIP
Clinical Sup
DOP 1-4

Greenlaw AD
Greenlaw WEL
Greenlaw AD
China Lake
Conf. Center
8-4:30 Clinical Sup Greenlaw
AD
8-4:30 Clinical Sup Greenlaw
AD
8-4:30 Clinical Sup Greenlaw
AD
DOP 2-2
China Lake
Conf. Center

(cont’d from p. 1)

just common sense” and, as Arthur would add
with a smile, “Common sense uncommonly applied if ever applied.” Arthur would also say
it’s not really common sense at all; in fact, some
of the strategies we learn fly in the face of
common sense, like slowing things down to
speed things up. Or those clients are customers.
Such is the enigma of Lean, familiar and unfamiliar at the same time, a simplicity which, at
first, can be difficult to grasp and to communicate. This is why in Lean the doing is the
learning and the learning is in the doing. The
experience is the hook that changes your perspective.
We are learning to see differently. Although, like the cat outside my window, I think
we are often attracted to Lean more often by
what we smell (i.e. processes that are broken)
then by its beauty and elegance. Lean is about
getting beyond the smell (of broken processes)
and finding the beauty (in efficiently designed
ones). This is the attraction and why,
I can’t let go, ‘cause I….

— Walter E. Lowell

* To see or add interventions/events & detail: Go to the
Bend the Curve Calendar in Outlook’s Public Folders.
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BTC-Lean Intervention Highlights
 HETL/MeCDC Environmental Chemistry Work Flow
Process Improvement
Sponsor: Jack Krueger
Managers: Peter Smith & Tom Crosby

Facilitators: Walter Lowell & Rae-Ann Brann

Environmental testing involves a complex workflow, due in part to the need to do multiple analyses on a single sample. Complex instrumentation is vulnerable to up-time issues, and IT problems create re-work. This
work process takes place across multiple management sections of the laboratory, and the process was not
yet fully visible or standardized. The aim for this VSM was to visualize the workflow in this section in order to
make improvements that will reduce lead-time, improve uptime, and reduce re-work.
Bookends: Receive sample Send report. The actual testing of the sample is not mapped in the VSM.
Status: The HETL completed Current State and Future State value stream maps on the Environmental
Chemistry work flow. The Implementation Plan session was completed June 28. The VSM team came up
with many improvement ideas and when fully implemented it was anticipated that the lead time will be reduced from 266 hours to 20 hours; customer non-valued-added work will be reduced from 281 hours to 28;
and annual cost savings were estimated to be @ $103,000.

 Payroll—DAFS
Process Improvement
Sponsor: Rebecca Wyke
Manager:

Facilitators: Walter Lowell & Jon Kirsch

Processing payroll statewide has become a challenge for State departments: a) Under-utilization of staff; 2)
No backup systems; 3) Errors resulting in inaccurate payments; 4) Inadequate internal controls; and 5) Bottlenecks within the process, i.e. merit increases.
While some progress has been made with updated technologies it is necessary to continue integrating
statewide payroll services to provide the ability to share resources across agencies as well as improve services for all employees.
Status: The Payroll Team met several times during May to complete its Current State map in order to reflect
the several current payroll processes. The charter was refined in the first session to capture some important
features of the payroll process that the original charter did not take into account. The Service Centers, DOT,
MMA, and DOC payroll processes were all included in the CS activity. Representatives of the various offices
that participated in the CS mapping were involved in completing the Future State, with many opportunities for
improvement identified. The team was unable to meet in June and will get back together to complete the implementation plan on August 2, 2007.
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BTC-Lean Intervention Highlights
 DHHS-OES Financial/Estate Management
Process Improvement
Sponsor: Karen Elliott
Manager: Cherie Wenzel

Facilitators: Jane French & Cheryl Ring

This VSM looks at financial/estate management for public wards and protected persons (i.e. setting up accounts, authorizing what needs to be sent by way of “payables” for clients, etc.) starting when OES gets court
papers in hand appointing it as fiscal agent (guardian or conservator) for the individual and ending when this
relationship is terminated.
Status: Current and Future States have been mapped. The statewide OES Team completed a first cut of its
draft implementation plan on 6/11 in Bangor. The team will review and refine this plan.

 Prior Authorization—MaineCare
Process Improvement
Sponsor: Brenda McCormick
Manager: Julie Tosswill

Facilitators: Terry Sandusky & Anne O’Brien

The MaineCare Authorization Unit processes over 18,000 requests annually for prior authorization (PA) of
certain services & durable medical equipment and supplies. A health care provider submits a request for PA
on behalf of a member, including documentation establishing medical necessity. A request is typically approved, denied, or deferred. Approved requests are issued & given a PA number, which must be put on the
provider’s claim form in order to receive payment. All documents must be maintained for 7 years.
VSM Objectives: To reduce the 30-day turnaround time for processing a PA request; to establish time benchmarks for reviewing requests according to service type; and to optimize phone call management.
Status: Because of the multiple Prior Authorization processes, the three-day VSM was extended to four
days. The preliminary drafts of the team’s work will be presented to the Sponsor, Manager, and other team
members this month, July.

New Interventions:
 Case Mix. OMS/DHHS
 PDD Referral. OIS/DHHS (Brann/O’Brien)
 Youth Transition to Adult Services Process. OIS / DHHS. Manager: Holly Stover
 If you’re interested in observing, leading, or coleading opportunities, contact Walter Lowell (2874307)
 For additional detail, refer to the Summary of
Improvement Intervention statuses on the DHHS
BTC Intranet site.
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The following VSM teams have completed their implementation plans, are addressing the change activities,
and are holding monthly progress meetings:

 DHHS-OIAS Eligibility Review
Process Improvement
Sponsors: Barbara Van Burgel
Managers: Tom Keyes
Facilitators: James Fussell

 Information Resources (IR) Access
Process Improvement *
Sponsors: Jim Lopatosky & Don F. Williams
Managers: Karen Curtis & Holly Pomelow
Facilitators: Terry Sandusky & Lita Klavins
* Monthly team progress mtgs. on summer hiatus; will resume after August.
DHHS CIP News

The primary purpose of the Bend the Curve Team
is to provide support, consultation, assistance, and
leadership in process and other improvement approaches and activities for State staff and work
teams as they seek to continually improve their
work culture, procedures, processes, and environments – in order to meet the mission of the department and the expectations of Maine citizens.

Office of Lean Management, DHHS
47 Independence Drive, Greenlaw Bldg.
Ground Floor, Room 6
Augusta, Maine 04333-0011

We’re on the Intranet !
http://inet.state.me.us./dhhs/bendthecurve

OLM/BTC Staff:
Walter E. Lowell, Ed.D. CPHQ, Director
Phone: 207-287-4307
walter.lowell@maine.gov
Julita Klavins, M.S.W.
Phone: 207-287-4217
lita.klavins@maine.gov

DOP 1-4
Scheduled for
Sept. 17-21
The 5-day CI-P introductory training DOP 14 will be held September 17-21 at the China
Lake Conference Center. DOP 2-2 enhanced
training is tentatively
scheduled
for
April
2008. If there’s anyone you think should
attend DOP 1, please
encourage them to apply now. Nominations
from the supervisors
(whose
support
&
agreement to pay are
required) are to be sent
to Walter and/or Arthur. Remember, you
can also play an important role in DOP
trainings through participating in the CI-P
Instructor process.
Page 8

Continuous Improvement Practitioners:
Intervention Facilitation Status
DHHS

DOL

DAFS

Kate D. Carnes

L

Jorge A. Acero

O

Rae-Ann Brann

L

Nancy Desisto

L

Michael T. Brooker

CL

Wendy Christian

O

Jane French

L

Stephen C. Crate

IA

Rebecca S. Greene

L

James Fussell

L

Arthur S. Davis

C

Lyndon R. Hamm

CL

Kimberly Johnson

C

Merle A. Davis

L

Alicia Kellogg

C

Julita Klavins

L

Peter D. Diplock

O

Billy J. Ladd

CL

Don Lemieux

C

Anita C. Dunham

IA

Michaela T. Loisel

L

Muriel Littlefield

L

Karen D. Fraser

L

Walter E. Lowell

L

Timothy J. Griffin

L

DOT

Jack Nicholas*

O

Matthew K. Kruk

O

Michael Burns

C

Ann O’Brien

L

James J. McManus

CL

Sam McKeeman

IA

Cheryl Ring

CL

Bruce H. Prindall

L

Jeffrey Naum

O

Terry Sandusky

L

John L. Rioux

L

Robert Slocum

O

Jeffrey Shapiro

IA

Sheryl J. Smith

L

Clough Toppan*

CL

Dave Welch

L

DEP
Carmel A. Rubin

* Community CI-P

IA - Inactive

C – “Champion for Lean”

O – Learning Observer

CL – Co-Lead

L - Lead

IA
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